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The Marketing Mix (7Ps) Affecting Customer Loyalty in Mobile Phone Retail

Stores in Hua Sai District, Nakhon Si Thammarat Province
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Abstract

This research aims to: (1) study the purchasing behavior of mobile phone customers in
Hua Sai District, Nakhon Si Thammarat Province; (2) examine the marketing mix factors (7Ps),
including product/service, price, place (distribution), promotion, people, process, and physical
evidence, of mobile phone retail stores in Hua Sai District; (3) explore customer loyalty toward
mobile phone retail stores in Hua Sai District; and (4) analyze the relationship between the
marketing mix (7Ps) and customer loyalty while proposing marketing strategy recommendations

for mobile phone retail stores.

This quantitative research was conducted using data collected from 400 respondents
who had purchased or used services from mobile phone retail stores in Hua Sai District. The
data was gathered through a statistically validated questionnaire and analyzed using frequency,

percentage, mean, standard deviation, and multiple regression analysis.
Findings

The majority of respondents visited mobile phone stores 1-2 times per year, with
purchasing new mobile phones being the most frequent activity. The primary decision-maker for

selecting services was the customer themselves.

The marketing mix (7Ps) factors significantly affecting customer loyalty in mobile phone retail
stores were price, promotion, employee expertise and service (people), process, and physical
evidence, respectively. These five independent variables together e xplained a significant

proportion of the variance in customer loyalty at a 0.05 statistical significance level.

Keywords: Marketing mix, customer loyalty, mobile phone retail stores
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